Service failure is often inevitable; it affects the levels of satisfaction, trust, and WOM. The purpose of this study is to examine the effect of service recovery, by using distributive, procedural, and interactional justice approaches, on students' satisfaction, trust, and WOM communication at different categories of private universities in East Java. The population is private universities classified in different levels of categories: excellent category, flagship category, and Non-flagship category. The unit analysis is 80-81 students for each university; its total sample is 242 students. Sampling by using an accidental sampling technique, which is based on coincidence. Data analysis using regression assisted by SPSS and WarpPLS program. The results of this study provide university managers in the deep understanding for that service recovery should always be the focus of attention. It is provided that service recovery has an insignificant effect either directly or indirectly on satisfaction, trust, and word of mouth. 
INTRODUCTION
In Indonesia, there is a proverb which says ''cheap in the mouth but expensive on the scales''. This proverb describes a person who likes to make promises, but he never keeps them. This proverb is often found in daily life, such as in interaction between individuals, interaction between institutions or organizations, and interaction between institution / organization and individual, either in social or in business activities. In the midst of intense business competition, promises are often deliberately made to attract customers to buy a product. Intense competition not only also takes place in the world of business, but also in the world of education, especially among private universities in Indonesia. Competition has created creative and innovative breakthroughs.
Creativity and innovation in academic field, service, and administrative processes need to be communicated to stakeholders with the aim to raise the image of the universities. In practice, however, everything that has been communicated or informed is often contrary to the fact or reality.
The educational regulation improved by the government is expected to create satisfaction to stakeholders, especially students.
Some issues in the management of universities in Indonesia include the existence of original but fake diploma, the implementation of long distance education, the excess student quota, etc.
Ministry of Research and Technology and Higher
Education will take action against the universities that commit such offenses. Source: https://www. kemenkopmk.go.id/artikel/menristek-dan-diktitindak-perguruan-tinggi-yang-terima-mahasiswamelebihi-kuota. Downloaded on Tuesday, However, only those who have great interests and expect an improvement on their campus will submit their complaints through appropriate media or channels. They are the students who actually care for and dare to complain to the campus. Such caring students should be treated well rather than hostile. Constructive complaint or criticism should be received, respected and acted upon well.
Service failure in the business world and other activities, particularly due to human error, is frequently unavoidable. The failure to perform such services may lead to customer dissatisfaction. Kana (2001) reveals that customer satisfaction can provide several benefits, such as harmonizing the relationship between organization / company and customer, creating a good foundation for repurchasing, and creating good communication or recommending to others (word-of-mouth) as the foundation of customer loyalty creation.
Empirical evidence suggests that not all disgruntled consumers are willing to convey their complaints to producers or service providers. Research conducted by Singh and Pandya (1991) finds that the disgruntled customers do not convey their complaint to the service provider but to the third party. Dick and Basu (1994) find that consumers move to other products or brands instead. It is also supported by Gustaffson (2009) that when customers get a good service recovery, they tend to perceive a high level of fairness, thus creating a positive attitude and increasing the intention to buy again in the future. On the contrary, those who experience very low service recovery will also perceive low fairness.
Furthermore, Zemke (1999) reveals that a customer who feels dissatisfied, related to his bad experience of a particular service, can influence from 10 to 20 people (consumers and customers) to no longer relate to the service that provides the bad service. Therefore, service recovery is required as a response or responsibility for the poor quality of service that has been provided. Departing from the results of this study, this study tries to replicate previous research but on different objects, that is, at private universities with different levels of categories.
The aspects that can be useful to improve the quality of education, among others, are improving academic quality, improving services that support the campus activities, and conducting inventory as well as analyzing complaints and critics from students, parents, or the users of the college graduates. The incoming complaints or criticisms are analyzed in depth by competent authority, and the complaints eventually serve as materials for improvements.
The purposes of this research are: (1) to examine the effect of service recovery (using distributive justice, interactional justice and procedural justice approaches) on students' satisfaction, trust and WOM at excellent, flagship and non-flagship private universities; (2) to express and know the students' responses when they get service dissatisfaction; Zhang, Min, Dai, Xujing and He, Zhen (2015) prove that e-retailing needs to pay attention to building an integrated recovery system. This system can facilitate the relationship between employee job satisfaction and OCB, which ultimately affects market performance. However, the relationship between job satisfaction and OCB as well as market performance is found very low in the context of e-retailing in China.
Moliner-Velázquez, Beatriz, Ruiz-Molina, María-Eugenia and Fayos-Gardó, Teresa (2015) prove that the recovery efforts on satisfaction using service recovery, in turn, has direct effect on the intentions of conventional and online WOM.
Furthermore, Multigroup analysis reveals that age moderates the relationship between satisfaction and online WOM.
A company can survive and thrive if it is able to create customer satisfaction. Thus, all efforts must be made in order to create customer satisfaction.
Satisfaction is a comparison between perception / expectation and the facts / reality. As stated by Parasuraman et al. (1985) , customer expectation is highly dynamic because it can change from one customer to another.
Due to its dynamic nature, each customer has different expectations or perceptions in response or judgment. Zeithaml et al. (1993) Service recovery refers to actions taken by service providers to address customer complaints related to the service failures perceived by customer (Gronroos, 1988) . In line with that opinion, Lovelock (2001) states that service recovery is an action taken by service providers to resolve complaints resulting from the failure to provide services and to retain customer's goodwill.
There are many forms of service recovery that can be done to overcome service failures, as proposed by (Kelley et al., 1993) , such as by paying compensation, providing discounts or rebates, improving service quality, providing free goods A study conducted by Hennig-Thurau, Langer, Hansen (2001), which focuses on higher education, proves that the student's trust to higher education institution also affects the student's loyalty. Therefore, the students who have trust to higher education institution will be willing to convey positive things about the institution and to recommend the institution to others. The independent and dependent variables are measured using Likert scale. This scale is used to measure the respondents' responses to the research object with a weight value of one to five, that is, from strongly disagree to strongly agree.
Data collection in this study is conducted by using questionnaires and interviews with the aim to obtain information directly from respondents to complete the things required in this research.
Validity test of the instrument is done using face validity, or using expert judgment. In this case, the instrument is constructed based on the aspects that will be measured using a particular theory. 
RESULTS AND DISCUSSION
The description of respondents' characteristics for excellent university category are shown in Table 1 .
Based on Table 1, Based on the media used by respondents to convey complaints: facing directly to the leaders = 5 (6%), via telephone = 3 (3%), via e-mail = 64 (74%), direct mail = 12 (14%), and via SMS = 2 (2%).
Based on to whom the complaint is addressed:
the leader of university = 6 (7%), section head = 8 (10%), and employees = 67 (83%).
The validity test of instruments in this research was conducted using the expert judgment after Table 3 .
The effect of the variable of distributive justice (DJ) on trust mediated by students' satisfaction in the excellent university can be summarized, see Table   4 .
The summary of analysis results of the direct influence for each category of university (Excellent, Flagship, and Non-Flagship) can be seen in Table   5 .
From Table 5 , the similarities of each university can be explained as follows:
Ihe first similarity
In Not supporting the hypothesis. Satisfaction does not mediate the relationship between IJ and WOM because IJ has no effect on Satisfaction although Satisfaction has an effect on WOM to service and operations at lower levels. The students still have the trust because there are bosses (leaders) who can lead to the process of continuous improvement.
The third similarity
In the 3 (three) categories of universities:
Procedural Justice (PJ) variable has a negative effect on trust. This means that although the students are given the opportunity to explain the complaints, to whom they must submit the complaints, and the process of their complaints can be quickly accessed, it does not necessarily give a positive impression of their trust to the existing procedural justice.
From some open responses, it is found that they a sense of distrust to the person in which they have submitted the complaint. And they find that the complaints are not conveyed directly to the decision maker.
The fourth similarity
There are 2 (two) categories of universities where Procedural Justice (PJ) variable has negative effect on satisfaction, that is, in the excellent university category and flagship university category. This finding is interesting because these 2 (two) categories of universities, in terms of procedure, should be better than in the non-flagship university category. This means that if the perceived procedural justice increases, the student satisfaction will decrease and vice versa.
The real phenomenon that the researcher perceives when interviewing is that this aspect is often conveyed to management but the response they get is very disappointing. So, even if there are changes and improvements in the procedural dimensions, the results cannot give satisfaction to the students.
The fifth similarity
There are 2 (two) categories of universities, where Interactional Justice (IJ) variable has no significant effect on trust, that is, in the excellent university category and in the flagship university category. These findings are interesting because they should have better interactional justice than in the non-flagship university category. This means that the interaction that has become the institution's policy has no effect on the trust of the students. From the interviews conducted by the researcher, it is obtained a picture that students often find the interaction and attitude of employees / employees that are less friendly. And the em- have not been able to create the student trust.
PATH

The sixth similarity
There are The summary of analysis results of the indirect effect for each category of university (excellent, flagship, and non-flagship) can be seen in Table 6 .
From Table 6 , it can be concluded that the indirect effects that have similarities are as follows:
The first similarity
In the 3 (three) categories of universities, the variable of distributive justice (DJ) has an effect on WOM mediated by satisfaction. This result is consistent with the previous research. Tax and Brown (2000) find that distributive justice is the dominant reference in service recovery analysis.
The second similarity
In the 3 (three) categories of universities, the variable of satisfaction does not mediate the relationship between procedural justice (PJ) and trust. This result does not support the hypothesis.
The third similarity
In the 3 (three) categories of universities, the variable of satisfaction does not mediate the relationship between interactional justice (IJ) and trust. This result does not support the hypothesis.
The fourth similarity
In the 3 (three) categories of universities, the variable of satisfaction does not mediate the relationship between interactional justice (IJ) and WOM. This result does not support the hypothesis.
The fifth Similarity
In the excellent and flagship universities, the variable of satisfaction mediates the relationship between distributive justice (DJ) and trust. This result supports the hypothesis, but only in the non-flagship university that does not support the hypothesis.
The sixth similarity
In the top and flagship-categories universities, the variable satisfaction does not mediate the relationship between procedural justice (PJ) and WOM. This result does not support the hypothesis, but only in the non-flagship university that supports the hypothesis.
MANAGERIAL IMPLICATIONS
Methodological Implication
This research was conducted using simple but structured method and assisted by statistical test through validity test and reliability test procedures.
The results of this study are expected to provide indepth understanding to further researchers as the source of consideration in designing the research methods to test the models to be observed.
Research implication
This study is expected to improve the researchers' understanding related to service recovery for the students' satisfaction, trust and WOM in each category of university. The understanding on the variations found in this study provides different perspectives from previous research, such as by Singh and Pandya, 1991; Gustaffson, 2009; Mattila LiKuan, 2011; Nguyen, etal, 2012; Baker, Thomas and Mayer, Tracy, 2015, Moliner-Velazquez, et.al, 2015. These variations can be seen from the variables observed and the research objects of various categories of universities in Indonesia using the same instruments. This research is also expected to be a source of discussion and ultimately can be developed and tested again in different research settings in the future.
University Managers
The results of this study provide a deep understanding for university managers that the recovery of service to students has always been the focus of attention. It is evidenced at two universities that service recovery has insignificant effect either directly or indirectly on satisfaction, trust and word of mouth. The students' weak bargaining position makes the students communicate negatively to other parties, and this is very detrimental to the university.
Based on the results and conclusions described above, some suggestions can be put forward as follows:
1. The excellent university should manage its procedural justice and interactional justice well because they have an insignificant and even negative effect on satisfaction, trust and WOM.
2. The flagship university should manage its procedural justice because it has an insignificant effect on satisfaction, trust and WOM.
3. The non-flagship university should manage its interactional justice because it has an insignificant effect on satisfaction and WOM.
A good interactional justice management will increase student's satisfaction which, in turn, will also increase student's WOM.
4. Through in-depth investigation, it is found that the students perceive that they have a low bargaining position and they feel "threatened" psychologically if they are too critical in complaining about the university policies.
The university should capture this reality and make a student as a partner, not as an object of exploitation that harms many students. 6. In the university with flagship category, satisfaction has a positive effect on trust, and satisfaction has a positive effect on WOM.
7. In the university with non-flagship category, distributive justice (DJ) has a positive effect on students' satisfaction, trust and WOM.
Likewise, procedural justice (PJ) has a positive effect on satisfaction and WOM but has no effect on trust. Interactional justice (IJ) has an insignificant effect on satisfaction and WOM, but has a positive effect on trust. In the university with non-flagship category, satisfaction has a positive effect on trust, and satisfaction has a positive effect on WOM.
